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DETAILED ACTION 

Claim Rejections - 35 USC § 102 

The following is a quotation of the appropriate paragraphs of 35 U.S.C. 102 that 
form the basis for the rejections under this section made in this Office action: 

A person shall be entitied to a patent unless - 

(b) the invention was patented or described in a printed publication in this or a foreign country or in public 
use or on sate in this country, more than one year prior to the date of application for patent In the United 
States. 

Claims 1 , 3 - 6, 8 - 10, 12, 16, and 18 - 20 are rejected under 35 U.S.C. 102(b) 
as being anticipated by Berry et al. (Patent No. 6,404,747). 

With regard to claim 1 , Berry et al. teaches: 
A remote assistance system (see e.g., col. 2, lines 1-17) comprising one or more user 
systems (see e.g., col. 4, lines 19-51; kiosk 10 and agent unit 45), each user system 
being operatively connected to a network (see e.g., col. 3, lines 24 - 25 and col. 1 1 , 
lines 26 - 30; i.e., Local Exchange Carrier Wide Area Network (LEC WAN)), wherein an 
internet link 12 to establish video link between kiosk 10 and agent unit 45) and having a 
user processor (see e.g., col. 4, lines 19-20; i.e., video enabled PC), one or more user 
tools running on the user processor (see e.g., col. 7, lines 45 - 50; i.e., sharing software 
application running on kiosk 10 and agent unit 45 for data collaboration), and a user 
display displaying the results of the user's operation of the one or more user tools to the 
user of the user system (see e.g., col. 7, lines 45 - 50; i.e., multipoint application data 
sharing is data collaboration between kiosk 10 and agent unit 45), one or more remote 
support systems (see e.g., Fig. 2; i.e., agent unit 45), each remote support system being 
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operatively connected to the network (see e.g., col. 3, lines 24 - 25 and col. 11, lines 26 
- 30; i.e., Local Exchange Carrier Wide Area Network (LEG WAN) and having a support 
processor (see e.g., col. 4, lines 50 - 55; i.e., agent unit 45 may be a video enabled PC), 
a support display (see e.g., col. 4, lines 50 - 55; i.e., video enabled PC), and one or 
more programs mnning on the support processor adapted to allow an operator of the 
support system to view substantially the same information as is being displayed on at 
least one user display (see e.g., col. 5, lines 18 - 25), means for establishing a 
communication connection between a user of a user system and an operator of a 
remote support system (see e.g., col. 4, lines 19 - 67; i.e., the call traverses a network 
15 such as a Public Switch Telephone Network (PSTN) to an organizations PBX 20, 
wherein the call by kiosk 10 is queued and ultimately routed to an agent using agent 
unit 45) such that the user of the user system can submit inquiries to (see e.g., col. 4, 
lines 19 - 22; i.e., select service options on kiosk 10) and receive responses from the 
operator of the remote support system (see e.g., col. 12, lines 3-8; i.e., both parties 
can view and work on the same web page on the Internet), and means for establishing 
a communication connection between the user system and the remote support system 
(see e.g., col. 4, lines 19-67) such that the support system can obtain user display 
information over the network (see e.g., col. 12, lines 3-8; i.e., collaborative work on a 
web page over the Internet) while the operator is communicating with the user over the 
first communication connection (see e.g., col. 12, lines 15 - 19; i.e., video calls including 
video and audio). 

With regard to claim 3, Berry et al. Teaches: 
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The system of claim 1 further comprising means for requesting remote support for a 
user of a user system (see e.g., col. 4, lines 19 - 67 and col. 12, lines 3-8; i.e., the user 
request for remote support by using kiosk 10, wherein the call traverses an network 15 
such as a PSTN network to an organization's PBX 20, and allowing collaborative work 
on a web page), and a server system operatively connected to the network (see e.g., 
col. 4, lines 28 - 34; i.e., server 30 to service customer calls into a service queue), the 
server system having means, responsive to the request for remote support (see e.g., 
col. 4, lines 23 - 34; i.e., server 30 is used to service customer calling into different 
service queues), for selecting an available one of the one or more remote support 
systems (see e.g., col. 4, lines 50 - 53; i.e., the call for requesting support from kiosk 10 
is ultimately routed to an agent using agent unit 45) to provide remote support to the 
user (see e.g., col. 3, lines 10 - 16; i.e., Expansion Service Module (ESM ) is a server 
used to enable data collaboration between a user and agent for remote data 
collaboration) and for supplying the request for support to the selected one of the one or 
more remote support systems (see e.g., col. 4, lines 43 - 65; i.e., VCM 25 triggers ACD 
module 35 which routes the request for support based on the availability and skill of an 
agent). 

With regard to claim 4, Berry et al. teaches: 
The system of claim 3 wherein the server system further comprises a queue for holding 
requests for remote support if a support system is not available (see e.g., col. 4, lines 38 
- 40 and col. 5, lines 26 - 30; i.e., the user requesting support from kiosk 10 is put in a 
queue, in which the user is waiting for a connection to an agent). 
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With regard to claim 5, Berry et al. teaches: 
The system of claim I wherein the communication connection between the user of a 
user system and the operator of a remote support system is an audio connection (see 
e.g., col. 2, lines 9 - 28; audio component). 

With regard to claim 6, Berry et al. teaches: 
The system of claim 5 wherein the audio connection is a telephone connection (see 
e.g., col. 11, lines 22 - 30; i.e., customer calls multimedia call center from a customer 
access point such as a telephone 11). 

With regard to claim 8, Berry et al. teaches: 
The system of claim 1 wherein the communication connection between the user of a 
user system and the operator of a remote support system is a video connection (see 
e.g., col. 2, lines 8 - 27 and col. 12, lines 3-8; i.e., video call). 

With regard to claim 9, Berry et al. teaches: 
The system of claim 1 wherein the communication connection between the user of a 
user system and the operator of a remote support system is a text messaging 
connection (see e.g., col. 1, lines 14 - 18; i.e., e-mail used for servicing customer 
request for support). 

With regard to claim 10, Berry et al. teaches: 
A networked (see e.g., col. 3, lines 24 - 25 and col. 4, lines 19 - 26; i.e.. Local 
Exchange Carrier Wide Area Network (LEG WAN) and network 15) user system 
comprising a processor (see e.g., col.4, lines 19-22; i.e., kiosk 10 or video enabled 
PC), one or more user tools running on the processor (see e.g., col. 7, lines 45 - 50 and 
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col. 12, lines 3-8; i.e., sharing software application running on kiosk 10 and agent unit 
45 for data collaboration), a user display displaying the results of the user system user's 
operation of the one or more user tools (see e.g., col. 7, lines 45 - 50 and col. 12, lines 3 
- 8; i.e., multipoint application data sharing is data collaboration between kiosk 10 and 
agent unit 45), means for providing information to a remote support system to allow the 
remote support system to display substantially the same results as are being displayed 
on the user display (see e.g., col. 5, lines 18 -25 and col. 12, lines 3-8; i.e., customer 
and agent establish an Internet video connection to collaboratively work on a web page) 
, and means for allowing the user of the user system to submit inquiries to (see e.g., col. 
4, lines 19-22; i.e., select service options on kiosk 10) and receive responses from the 
operator of the remote support system (see e.g., col. 12, lines 3-8; i.e., both parties 
can view and work on the same web page on the Internet) while the operator is viewing 
the display information (see e.g., col. 12, lines 3-8; i.e., collaboratively view and work 
on a web page using an Internet video connection from kiosk 10 and agent unit 45), 

With regard to claim 12, Berry et al. teaches: 
The system of claims 1 or 10 wherein the one or more user tools include at least one 
design tool for allowing a user of the user system to edit an electronic document (see 
e.g., col. 12, lines 3 - 8; i.e., kiosk 10 and agent unit 45 can collaboratively view, work, 
and edit a web page by a connection through the Internet; wherein the application 
allowing collaborative work and view corresponds to the design tool). 
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With regard to claim 14, claim 14 incorporates substantially similar subject matter 
as claimed in claim 10. Thus claim 14 is rejected along the same rationale with respect 
to claim 10 as previously discussed above. 

With regard to claim 16, Berry et al. teaches: 
The system of claims 10 or 14 wherein inquiries are submitted and responses are 
received by audio (see e.g., col. 4, lines 50 - 67 and col. 5, lines 1-4; i.e., audio/video 
conference, wherein the support inquiry is submitted and customer support can be 
interactive through audio/video). 

With regard to claim 18, Berry et al. teaches: 
The systems of claims 10 or 14 wherein inquiries are submitted and responses are 
received by video (see e.g., col. 4, lines 50 - 67 and col. 5, lines 1-4; i.e., audio/video 
conference, wherein the support inquiry is submitted and customer support can be 
interactive through audio/video). 

With regard to claim 19, Berry et al. teaches: 
A method of providing assistance (see e.g., col. 12, lines 3-8) from an operator of a 
support system (see e.g., col. 4, lines 50-55; i.e., agent unit 45) having a support 
display (see e.g., col. 4, lines 50 - 55; i.e., video enabled PC) to a user on a remote 
user system (see e.g., col. 4, lines 19-22; i.e., kiosk 10) having a user display (see 
e.g., col. 4, lines 19-22; i.e., video enabled PC), the method comprising receiving a 
request for remote assistance from the user system (see e.g., col. 4, lines 19-49; i.e., 
selecting service option on kiosk 10), and in response to the request, establishing a 
communication connection between the user of the user system and the operator of the 
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support system (see e.g., col. 4, lines 19-55; i.e., call is ultimately routed to agent unit 
45 through network 1 5) establishing a communication connection between the user 
system and the support system (see e.g., col. 2, lines 9-17; i.e., audio/video 
interaction between agent 45 and kiosk 10), and displaying substantially the same the 
information on the support display as is being displayed on the user display (see e.g., 
col. 5, lines 18-25 and col. 12, lines 3-8; i.e., customer and agent establish an 
Internet video connection to collaboratively work on a web page) while the user and the 
operator communicate over the communication connection between the user and the 
operator connection (see e.g., col. 4, lines 66 - 67 and col. 5, lines 1 - 4; i.e., 
video/audio conference between kiosk 10 and agent 45). 

With regard to claim 20, Berry et al. teaches: 
A method of providing assistance (see e.g., col. 12, lines 3-8) from an operator of a 
support system (see e.g., coL 4, lines 50 - 55; i.e., agent unit 45) having a support 
display (see e.g., col. 4, lines 50 - 55; i.e., video enabled PC) to a user on a remote 
user system (see e.g., col. 4, lines 19 - 22; i.e., kiosk 10) having a user display (see 
e.g., col. 4, lines 19-22; i.e., video enabled PC), the method comprising establishing 
one or more alert conditions (see e.g., col. 4, lines 19-22; i.e., alert condition 
corresponds to the customer using kiosk 10 and selecting a service option), monitoring 
the remote user system for the occurrence of one or more of the alert conditions (see 
e.g., col. 4, lines 19-22; i.e., the customer uses kiosk 10 for requesting a service, 
wherein kiosk 10 monitors for a service request in order to route the request to an 
appropriate agent unit 45), in response to detection of one or more of the alert 
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conditions (see e.g., col. 4, lines 19 - 55), establishing a communication connection 
between the user of the user system and the operator of the support system (see e.g., 
coL 4, lines 19-55; i.e., call is ultimately routed to agent unit 45 through network 15) 
establishing a communication connection between the user system and the support 
system (see e.g., col. 2, lines 9 - 17; i.e., audio/video interaction between agent 45 and 
kiosk 10), and displaying substantially the same the information on the support display 
as is being displayed on the user display (see e.g., col. 5, lines 18 - 25 and col. 12, lines 
3-8; i.e., customer and agent establish an Internet video connection to collaboratively 
work on a web page) while the user and the operator communicate over the 
communication connection between the user and the operator (see e.g., col. 4, lines 66 
- 67 and col. 5, lines 1-4; i.e., video/audio conference between kiosk 10 and agent 
45). 

Claim Rejections - 35 USC § 103 

The following is a quotation of 35 U.S.C. 103(a) which forms the basis for all 
obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set 
forth in section 102 of this title, if the differences between the subject matter sought to be patented and 
the prior art are such that the subject matter as a whole would have been obvious at the time the 
invention was made to a person having ordinary skill in the art to which said subject matter pertains. 
Patentability shall not be negatived by the manner in which the invention was made. 

Claims 2, 1 1, 15, 21 - 24, 26, and 27 are rejected under 35 U.S.C. 103(a) as 
being unpatentable over Berry et al. (Patent No.6404747) in view of Mohammed et al. 
(Patent No. 6,973,482). 
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With regard to claim 2, this claim is analyzed with respect to claim 1 as 
previously discussed above. Berry et al. teaches one or more programs running on the 
support processor allow the operator of the support system to control the user system 
(see e.g., coL 12, lines 3 - 8; i.e., collaborative work of a web page over an Internet 
connection), but does not specifically mention that the operator can cause the results 
displayed on the user display to be modified. Mohammad et al. teaches the operator 
can cause the results displayed on the user display to be modified (see e.g., col. 3, lines 
25 - 33). Therefore, it would have been obvious to one of ordinary skill in the art at the 
time the invention was made to incorporate the one or more programs running on the 
support processor allow the operator of the support system to control the user system of 
Berry et al. with the operator can cause the results displayed on the user display to be 
modified of Mohammad et al. because by allowing the expert to modify and control a 
user's computer, it allows the problem to be resolved more quickly and the user can be 
educated about their computer by being able to view how the expert solves the problem 
(see e.g., col. 4, lines 39 - 47). 

With regard to claim 1 1 , claim 1 1 incorporates substantially similar subject matter 
as claimed in claim 2. Thus, claim 1 1 is rejected along the same rationale with respect 
to claim 2 as previously discussed above. 

With regard to claim 15, claim 15 incorporates substantially similar subject matter 
as claimed in claim 1 1 . Thus, claim 15 is rejected along the same rationale with respect 
to claim 1 1 as previously discussed above. 
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With regard to claim 21 , Berry et al. teaches a method of providing assistance 
(see e.g., col. 12, lines 3-8) from an operator of a support system (see e.g., col. 4, 
lines 50 - 55; i.e., agent unit 45) having a support display (see e.g., col. 4, lines 50 - 55; 
i.e., video enabled PC) to a user on a remote user system (see e.g., col. 4, lines 19 - 
22; i.e., kiosk 10) having a user display (see e.g., col, 4, lines 19-22; i.e., video 
enabled PC), the method comprising establishing one or more alert conditions (see e.g., 
col. 4, lines 19-22; i.e., alert condition corresponds to the customer using kiosk 10 and 
selecting a service option), monitoring the remote user system for the occurrence of one 
or more of the alert conditions (see e.g., col. 4, lines 19-22; i.e., the customer uses 
kiosk 10 for requesting a service, wherein kiosk 10 monitors for a service request in 
order to route the request to an appropriate agent unit 45), in response to detection of 
one or more of the alert conditions, establishing a communication connection between 
the user of the user system and the operator of the support system (see e.g., col. 4, 
lines 19-55; i.e., call is ultimately routed to agent unit 45 through network 15), 
establishing a communication connection between the user system and the support 
system (see e.g., col. 2, lines 9 - 17; i.e., audio/video interaction between agent 45 and 
kiosk 10), and displaying substantially the same the information on the support display 
as is being displayed on the user display (see e.g., col. 5, lines 18-25 and col. 12, lines 
3 - 8; i.e., customer and agent establish an Internet video connection to collaboratively 
work on a web page) while the user and the operator communicate over the 
communication connection between the user and the operator (see e.g., col. 4, lines 66 
- 67 and col. 5, lines 1-4; i.e., video/audio conference between kiosk 10 and agent 
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45), but does not specifically mention generating a message to the user of the user 
system inquiring if the user would like assistance from the support system, if the user 
indicates that the user would like assistance, establishing a communication connection 
between the user of the user system and the operator of the support system. 
Mohammed et al. teaches generating a message to the user of the user system 
inquiring if the user would like assistance from the support system (see e.g., col. 1 1 , 
lines 20 - 26; i.e., prompting a user's computer for decision on whether the user would 
desire remote assistance), if the user indicates that the user would like assistance (see 
e.g., col.1 1 , lines 63 - 67; i.e., if the user agrees to the remote assistance prompt, an 
email 504 is sent to the expert for confirmation of acceptance of remote assistance), 
establishing a communication connection between the user of the user system and the 
operator of the support system (see e.g., col. 1 1 , lines 63 - 67; i.e., when the email 504 
is opened by the expert, a connection is established between the user and the expert). 
Therefore, it would have been obvious to one of ordinary skill in the art at the time the 
invention was made to incorporate the method of providing assistance from an operator 
of a support system having a support display to a user on a remote user system having 
a user display of Berry et al. with generating a message to the user of the user system 
inquiring if the user would like assistance from the support system, if the user indicates 
that the user would like assistance, establishing a communication connection between 
the user of the user system and the operator of the support system of Mohammed et al. 
because by allowing the expert to modify and control a user's computer, it allows the 
problem to be resolved more quickly and the user can be educated about their 
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computer by being able to view how the expert solves the problem (see e.g., coL 4, 
lines 39 - 47). 

With regard to claim 22, claim 22 incorporates substantially similar subject matter 
as claimed in claim 2. Thus, claim 22 is rejected along the same rationale with respect 
to claim 2 as previously discussed above. 

With regard to claim 23, claim 23 incorporates substantially similar subject matter 
as claimed in claim 5. Thus, claim 23 is rejected along the same rationale with respect 
to claim 5 as previously discussed above. 

With regard to claim 24, claim 24 incorporates substantially similar subject matter 
as claimed in claim 6, Thus, claim 24 is rejected along the same rationale with respect 
to claim 6 as previously discussed above. 

With regard to claim 26, claim 26 incorporates substantially similar subject matter 
as claimed in claim 8. Thus, claim 26 is rejected along the same rationale with respect 
to claim 8 as previously discussed above. 

With regard to claim 27, claim 27 incorporates substantially similar subject matter 
as claimed in claim 9. Thus, claim 27 is rejected along the same rationale with respect 
to claim 9 as previously discussed above. 

Claims 7 and 13 are rejected under 35 U.S.C. 103(a) as being unpatentable over 
Berry et al. (Patent No. 6,404,747) in view of Abdolsalehi et al. (Publication No. 

2003/0158957). 
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With regard to claim 7, this claim is analyzed with respect to claim 5 as 
previously discussed above. Berry et al. does not specifically mention the audio 
connection is a voice-over-IP connection. Abdolsalehi et al. teaches the audio 
connection is a voice-over-IP connection (see e.g., para. [0071], lines 6- 15; i.e., two- 
way VOIP audio stream). Therefore, it would have been obvious to one of ordinary skill 
in the art at the time the invention was made to have incorporate the communication 
connection between the user of a user system and the operator of a remote support 
system is an audio connection of Berry et al. with the audio connection is a voice-over- 
IP connection of Abdolsalehi et al. because in this manner, the representative can 
initiate audio communication with the customer as well as a highrquality video 
demonstration of the product, Including product operation, features, trouble-shooting, 
and repairs (see e.g., para. [0071], lines 6-15). . 

With regard to claim 13, this claim is analyzed with respect to claim 10 as 
previously discussed above. Berry et al. teaches one or more user tools (see e.g., col. 
7, lines 45 - 50 and col. 12, lines 3-8; i.e., multipoint application data sharing is data 
collaboration between kiosk 10 and agent unit 45) and a processor (see e.g., col.4, lines 
19-22; i.e., kiosk 10 or video enabled PC), but does not specifically mention the one or 
more user tools execute in a browser program. Abdolsalehi et al. teaches one or more 
user tools executing in a browser program (see e.g., [0030]; i.e., browser-based digital 
video broadcasting with interactive voice communication). Therefore, it would have 
been obvious to one of ordinary skill in the art at the time the invention was made to 
have incorporate the network system comprising a processor and one or more user 
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tools running on the processor of Berry et al. with the one or more user tools execute in 
a browser program of Abdolsalehi et al. because in this manner, the representative can 
initiate audio communication with the customer as well as a high-quality video 
demonstration of the product, including product operation, features, trouble-shooting, 
and repairs (see e.g., para. [0071], lines 6 - 15). 

Claim 25 is rejected under 35 U.S.C. 103(a) as being unpatentable over Berry et 
al. (Patent No.6,404,747) in view of Mohammed et al. (Patent No. 6,973,482) and 
further in view of Abdolsalehi et al. (Publication No. 2003/0158957). 

With respect to claim 25, this claim is analyzed with respect to claim 21 as 
previously discussed above. Both Berry et al. and Mohammed et al. does not 
specifically mention the audio connection is a voice-over-IP connection. Abdolsalehi et 
al. teaches the audio connection is a voice-over-IP connection (see e.g., para. [0071], 
lines 6-15; i.e., two-way VOIP audio stream). Therefore, it would have been obvious to 
one of ordinary skill in the art at the time the invention was made to incorporate the 
method of providing assistance from an operator of a support system having a support 
display to a user on a remote user system having a user display of Berry et al. as 
modified by generating a message to the user of the user system inquiring if the user 
would like assistance from the support system, if the user indicates that the user would 
like assistance, establishing a communication connection between the user of the user 
system and the operator of the support system of Mohammed et al. with the audio 
connection is a voice-over-IP connection of Abdolsalehi et al. because in this manner, 
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the representative can initiate audio communication with the customer as well as a high» 
quality video demonstration of the product, including product operation, features, 
trouble-shooting, and repairs (see e.g., para. [0071], lines 6-15). 



Conclusion 

The prior art made of record and not relied upon is considered pertinent to 
applicant's disclosure. Prior art Patent No. 6,973,617 can be applicable and pertinent to 
applicant's disclosure. Prior art disclosed by Parasu et al. teaches a browser too! used 
for customer support, wherein the browser is configured for providing customer services 
through audio, such as voice over internet protocol (VOIP) and streaming video data. 

The prior art made of record and not relied upon is considered pertinent to 
applicant's disclosure. Prior art Publication No. 2004/0049547 can be applicable and 
pertinent to applicant's disclosure. Prior art disclosed by Matthews et al. teaches a web 
browser used to interface a student and a teacher through video, audio, and text 
means. 

The prior art made of record and not relied upon is considered pertinent to 
applicant's disclosure. Prior art Patent No. 6,871 ,322 can be applicable and pertinent to 
applicant's disclosure. Prior art disclosed by Gusler et al. teaches providing real-time 
user support by placing support request in a queue for processing, and ultimately routed 
to the most appropriate help agent that is most suited to help the requester. 
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Inquiries 



Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Henry Vuu whose telephone number is (571) 270-1048. 
The examiner can normally be reached on 8-5. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Weilun Lo can be reached on (571) 272-4847. The fax phone number for 
the organization where this application or proceeding is assigned is 571-273-8300. 

Information regarding the status of an application may be obtained from the 
Patent Application Information Retrieval (PAIR) system. Status Information for 
published applications may be obtained from either Private PAIR or Public PAIR. 
Status information for unpublished applications is available through Private PAIR only. 
For more information about the PAIR system, see http://pair-direct.uspto.gov. Should 
you have questions on access to the Private PAIR system, contact the Electronic 
Business Center (EBC) at 866-217-9197 (toll-free). If you would like assistance from a 
USPTO Customer Service Representative or access to the automated information 
system, call 800-786-9199 (IN USA OR CANADA) or 571-272-1000. 




